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widespread problem

m Adults in US read at an average of 8th grade level

m One-third to one-half of AFDC (now TANF)
recipients score at the lowest literacy level [Level
1 of NALS]

m Most adults with Level 1 literacy skills believed
they read and write English well and do not report
getting assistance from others.

National Adult Literacy Survey, 1992
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m 49% of adults had difficulty finding one or two
pieces of information in a sports article

m Those with poor prose literacy skills generally
cannot:

e Interpret instructions
o Infer a theme from a poem
o Describe contrasting views in an editorial
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m 51% of adults had difficulty completing a job
application or interpreting payroll forms

m Those with poor document literacy skills
generally cannot:

o Read tables and graphs
e Locate an intersection on a street map
e Use a bus or train schedule
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m 47/% of adults had difficulty balancing a
checkbook or figuring a tip

m Those with poor quantitative literacy skills
generally cannot:

e Complete and order form

o Determine the amount of interest from a
loan advertisement
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m The degree to which individuals have the
capacity to obtain, process, and
understand basic health information and
services needed to make appropriate
health decisions.

m Health literacy requires the use of all three
types of general literacy skills — plus
more.



Risks of Low Health CAHPS
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Literacy

m Reduced access to care

m Delays in diagnosis and treatment

m Less participation in decision making
m Worse self-reported health status

m \Worse outcomes from treatment

m Increased financial risks
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materials

1.
2.
3.
4.
5.
6.

ldentify your goal

Define and |learn about the audience and issues
Develop and test the materials

Distribute the materials

Assess their effectiveness

Use feedback to make further improvements
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m Convey information
e Signs, labels
m Invoke a behavior
o Call the doctor before going to the ER
m Teach a new skill
o Self-injection
m Help with decision-making
e Choosing a treatment option or health plan

A A . _cnrs

. Age
P



Learn about the audience CAHPS
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and the issues

m Describe the target audience
e Physical characteristics

e Demographic, behavioral, and cultural
characteristics

e Psychological characteristics
m Describe their environment
m |ldentify secondary audiences
e Information intermediaries
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m Don’t try to accomplish too many goals
with one document

m Use plain language

m Use active voice

m Sequence ideas clearly & logically
m Simplify without over-simplifying
m Pay attention to hidden messages
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How this guide can help you.
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How this guide can help you

When you sign up for Medi-Cal, you have to choose a
health plan. The more you know about your plan, the
easier it s to get the best care for you and your fmily.
Please take a minute to read though this guide. You
will leamn about quality of care and important services
in your plan. You may want to save this guide in case
you have questions later.

1 you need to sign up for a Medi-Cal health plan, you
will also nsed tohave the Medi-Cal enmllment
booklet. (This booklet is called My Medi-Cal Choice for
Healthy Care.) The Medi-Cal enrcliment booklet has
the form that you have to fill out to sign up. It also has
ather impartant information, like the names of the
doctors and hospitals in each plan.

o will pmbah‘l%rhsw: some questions. The hacle
cover of this guide tells you how to get answers to
your questions,

Help for people who speak little or no English

Ifyou da nat speak much English, your Medi-Cal
health plan must male: sure you have a qualified
interpreter any time you need medical care. Your plan
st provick: an interpreter no matter what language
you speake. This is true even when you need medical
came at night. This service i free — you do not have o
pay when your plan provides an interpreter.

You should ask for an interpreter any time you need o
talk to & doctor or nurse about a medical problem or
talk tor sorneone at the plan.

There are different ways that plans might provide an
'mlm'p'rclm' fior you:
iﬂncaﬂ help you find a doctors office where
ar,a murse or other person i the office
spca.ksyourhnguag:.
M The plan might have an interpreter meet you at
the doctors affice
M The plan might have a person interpret by talking
to you and your doctor on the telephone.
Usually, it is best if you use the plans interpreter: 1f
you sant to use an adult family member or friend to

'mh:rgﬂ:l irstead, you must sign a paper saying that
id net want to use the plans interpreter

Your health plan has written information that tells you
about the health plan’s services and programs and tells
howr to get medical care. In Loe Anggles County you
can get written information in these languages:

B Armerian M Mandarin
B Cambodian M Russian
M Cantonese M Spanih
M English M Tagalog
M Farsi W Vicdnamese
W Korean
g you s sk or e 1y oot rnd

or understand the materials, you should ask for an
interpreter who will explain what the materials say

1 you have trouble getting an interpreter when you
m}glumc. ar if you ﬁxvv: gn‘ubl.c g:?rr::ng w‘nllr:nyu
information translated, you have the right to Ak a
grievance. Look at the back cover of this guide to leam
howe o Ble 8 grievance,
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M Prevent dependence on druge and alochol

o Tarhodt ghe d-mns derdn ooies rdhn pmpnes.

Booklets ond tapes  Ask the plan to send vou bocklzts, workbaoks, wideos and tapes that you can take home with
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Clearly state purpose and how the document is
organized on front cover

Do not use unusual size or layout

Format text for readability not style

Use visuals that connect to the content

Use data displays that reinforce data values

Use navigational cues to help readers move
through content
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Md-Stobe County | Wintar 2004
A Guide to H-*] Los Angeles County | Summer 2003

Choose the Best

A guide to help you
Medi-Cal Health Plan Choose the Best Medi-Cal Health Plan
for You and Your Family for you and your family

Look Inside for this helpful information:
Paqe2 How this guide can hnlp L
Pagee 2 Heow Ml -Cal plans compan on
Survicss for poopls whu speak little or ne English
Pagel  Haw Mo -Cal plars compare on [.ookmﬁtde for this helpful information:
’ Sarvices plams offer to h-:lp you stay healthy ! How this guide can help you
Fags 45 How Med-Cal plans compens on / Help for people whe speak litile or no English
- Gruali ity of cars ] Programs to help you stay healthy
BackCover  Wihare to get an 5 if you hava |:|un:ti|:|n= ] How Medi-Cal plans compars on quality of care for children
bt hosw Lo ol o e thit the plors aller / Hew Medi-Cal plans compare en quality of care for adults

cver  Where te get answers if you have questiens
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How Medi-Cal plans
compare on juality This s what the smbols mean:

=5Scomd ameng the highest
of care for adults (g Medicaid plans in the United States.,
higher =Scomd higher than the average
This information comes from b sourmes. In 2001, fior BMedi-Cal plans in California.
the Sate of Califomia du_:lasunv:y to ask people in merge] = Scored about the same as the
Medi-Cal about the quality of care and senvize they average for Medi-Cal plans in California.
wire getting from ther health plan. In the same ilo than th
tedi-Cal alzo collected information from each plan to lower = ?m:@ ""'la"h n i 1?[ avarage
se how many people in the plan got the care and e
services they need when they n.ct&:d thim. no results = Too few Medi-Cal plan members to eport..
Gatting Gatting How well doctors Courtesus Plon custemer Pregnancy care Care after Care for adulis
neaded care coma quickly communicats office stoff Ve Pragnant women got childbirth with asthma
Pecple got the e Paopla got Dixcturs Istenad (ffica o clink: siaff Paopl gat the halp raquid chack ws Haw mathars got Mulis with ssthma
thery nesded appoiniments and conafully, gave good wara malpful and theyy nanded from bafora thelr baby regulor check ups qut the nght kinds
withicut problems. Iradtmant without axplonatiors, and Trantad patints with plon cskmer was bom. affar thelr baby of mad e,
long walts. showsd respact, courtasy and respact. sardlca and plon ws baen.
wiitlen matariaks.
Blue Cross of Colitornio = San Disge (verae) (— (average) highest average
Commsity Hoshth Gron o () - lowar g
Health Met of Colifornia veroge lower lower ne results
Kuiser Feundation — Seuth highest higher higher higher higher highest lower
Sharp Health Flan (average) average (average) average lower avenage
UCSD Health Plan = — o Fgheat
Universal Care [average TverogE @verage) average| lower Thighest

I &

7 Formors infomation chout MedkCal call 1-800-430-4263

o
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m Fit the media to the purpose and the
content

e Video for teaching “how to” skills
m Use multiple media where possible
e Reinforce video with print

m Test usability of media in “real world”
settings

o Avalilabllity of technology
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Where to get answers

if you have questions

Questions about Medi-Cal

LEyou have questions about Medi-Cal benefits,

choosing a plan, or enmlling in Medi-Cal,

m Look mn your enroliment booldet, called
My Medi-Cal Choice for Healthy Cire.

O Call 1-800-430-4263 to talk to someone at
Health Care Crptions. Its a free call.

The TTHTDD mumber is 1-800-430-7077.
This phone number is for people who hawe
difficulties with hearing or speech. You need
spocial equipment o use it

gas Bdi-Cal holds meetings all over the state to

"T help people uru:l;:tsta;?lt MediCal program
and how to sign up. You can come to one of
these meetings if you want to hear sbout your
choices and ask questions in person. To find
ot where and when meetings are held, look
in the boobdet by Medi-Cal Chotce for Healthy
Care or call Health Care Ciptioms at
18004304263,

How to file a grievance

[fyou have trowble getting an nter preter when you
need one, or getring important written materials

trarclated. you have the tu:u file a gricvance. To
file a grievance you may ca th plan or send
them a letter.

At the same time that fik a with your
health plan, you EEI'ELH:;?-LEJL'E Smmmmﬁﬂ
1-800-352-5253 o ask for a State Fair Hearing or
senid a letter to:

Califormia Department of Social Services

Ztate Hearing DiviEion

744 P Stoeet, Mail Station 19237

B, Boor 444243

Sacramento, C4 S424H4-2430

Guestions about the health plans

I you have questions about how to use the plans and
the programs or services they offer, you can call these
phone numbers:

Health Net of California
1-B00-67 546110, Its a free call.
TTNTOD: 1-800-00-0852

L.A. Care Health Plan
1-888-452-2273 Its a free call
TTTOE: 1-800-735-2029

Para recibir una de esta guia en I, larne al
1- 900-43@33030‘75;?@ g_‘mgss' EI:;P.TEJJS: llarma
Una Gt para Ayudarle a Escoger of Mejor Flan de Salud
de Medi-Cal pard Usiedy su Familia. Tene informacion
importante sobre la calidad de la atencion medica de
los planes de satud de Medi-Cal que puede esooger

Furdirg, for the development of thiz guide
was premded by the
Cahlorma HealthCare Foundaion.
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Dissemination

m Understand audience preferences and
capabilities
m Assure a supportive learning environment
m Just enough, just in time
m Create ways to confirm understanding
e Information intermediaries
o Feedback cards
o Toll-free phone numbers
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m Low literacy is a pervasive problem that can have
a measurable negative effect on the care people
receive and their health outcomes.

m Designing effective materials for low literacy
populations is both a science and an art.

m Structured development and testing of content,
design, media, and dissemination is critical to
creating effective materials for low literacy
populations.
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